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Proprietary Notice:

The contents of this program manual comprise confidential, proprietary, and/or trade secret

information which is the property of Southeast Toyota Distributors, LLC and Jim Moran &

Associates, Inc. and their affiliated companies, the dissemination of which information could

be detrimental to either company. The recipient of this program manual agrees to retain this

manual and all information contained herein confidential. The contents of this manual may

not be copied, reproduced, distributed, or otherwise disclosed without the express written

permission of an authorized officer of either Southeast Toyota Distributors, LLC (“SET”) or

Jim Moran & Associates, Inc. (“JM&A Group”).

The Southeast Toyota Distributors, LLC

Toyota Certified Used Vehicle program is Administered by JM&A Group



Toyota Certified is an innovative way of marketing and selling pre-owned vehicles.  It is a 

program that has been specifically designed to work with every department within the 

dealership to help strengthen the dealer’s position in the used vehicle marketplace.

Toyota Certified has the highest front-end gross of any segment in the Toyota line up.  

Toyota Certified provides you with the opportunity to make the highest gross profit of any 

profit center in your sales department, as well as the associated profit to your parts and 

service departments from first class reconditioning!

The Toyota Certified program is far more than a Limited Warranty… it is a complete used 

vehicle marketing system. It supports not only the Used Vehicle Department, but also 

every department that interfaces with the used vehicle operation. Support includes:

▪ SET and JM&A Group Field Sales Managers providing:

✓ In-dealership salesperson training

✓ Computer software updates

✓ Ongoing training with management

✓ Merchandising training and assistance

✓ Updates on current market trends in the used vehicle industry

▪ Reconditioning skills workshops

▪ Training for new sales personnel

As you can see, Toyota Certified isn’t merely another “Certified” program, but an entire 

team to help in the success of each department within the dealership.

Introduction
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Dealer Overview

BENEFITS OF PROGRAM

• 160-point inspection criteria creates a standardized process and helps keep your

reconditioning expenses in-line.

• All Toyota Certified Limited Warranties come with Alternate Transportation and Travel

Breakdown benefits.

• All Toyota Certified vehicles come with complimentary, no pay “Sign and Drive”
roadside assistance anywhere in the US or Canada with coverage up to 7
year/unlimited mileage, from vehicle purchase date.

• The Toyota Certified program includes outstanding merchandising support materials

that will set your dealership apart from the others in your market.

• Carfax® vehicle history reports are available at no charge on all Toyota Certified

vehicles.

• The Toyota Certified Software lets your dealership personnel easily create attractive

and informative window stickers that show details such as make/model, standard and

optional accessories, vehicle pedigree and price (if you choose).

• All Toyotas and Scions -- up to 7 model years old and 85,000 miles -- are eligible for

Toyota Certification.

• No enrollment or annual fees.
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Dealer Overview

Why buy Toyota Certified?

• Like new car at a used car price

• More car for your money

• Minimize the effects of new car depreciation

• Backed by a manufacturer’s warranty

• Vehicle in like new condition (160 point inspection)

• All the perks of buying at competitive finance rates

Results of the Toyota Certified Program include

• Increased sales volume

• Faster turn rates

• Higher average grosses

• Higher ROI

• Reduced certification expense

• Improved dealership image

• Improved customer retention and referrals
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Dealer Overview

Dealer Eligibility

• All Toyota dealers are eligible to participate in the Toyota Certified Used Vehicle

Program.

• Dealer must sign and complete the Toyota Certified Participation Agreement and agree

to the terms and conditions of the Agreement.

Dealer Responsibilities

• Select, inspect, and recondition vehicles to Toyota Certified Standards. Keep original

copy of completed and signed vehicle inspection checklist and corresponding repair

order in vehicle service folder.

• Ensure that each Certified Vehicle passes the Carfax® vehicle history report and keep a

copy of the report in the vehicle service folder.

• Utilize all Toyota Certified Point of Sale merchandising support materials including a

priced TCUV window sticker, (also known as a Monroney Label), for each vehicle.

• Provide the retail customer with a copy of the completed and signed inspection checklist

and Carfax ® vehicle history report.

• Display Toyota Certified Used Vehicles in a dedicated, stand alone area with high-

visibility. Including TCUV Light Pole Banners designating the space and if possible, a

TCUV vehicle in the showroom.

• Report the Toyota Certified Used Vehicle Limited Warranty and Toyota Certified

Mechanical Failure Service Contract to JM&A/SET via Dealer Daily/Reporting System

within five (5) working days after the retail date.
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Dealer Overview

TOYOTA CERTIFIED INVENTORY INSPECTION

• All vehicles must pass the Toyota Certified Inventory Inspection (see

Inspection Guidelines section for details).

• The Dealer shall make all Toyota Certified vehicles available for periodic

inspections by the assigned JM&A Group Field Service Manager, during

regular business hours, without notice to the dealer.

• A random sample of Toyota Certified vehicles may be chosen for inspection,

including a test drive by the inspector, using grading standards specified by

JM&A Group.

• Results of inspections will be reviewed with a member of the dealership’s

management team upon completion of the inspection.

• Inspected vehicles will be graded in one of two categories. The grade it

receives will determine what action the dealer needs to take:

Pass - This means that the vehicle has passed Toyota Certified standards. 

No dealer action required.

Fail – This means that the vehicle was found to have items which do not 

meet the Toyota Certification standards. Typically, these items are 

repairable and if repaired correctly will result in restoring the vehicle to a 

passing score. Dealer action required:

✓ Remove vehicle from display area

✓ Repair items to meet Toyota Certified standards

✓ Return vehicle to display area upon receiving passing grade

NOTE: The sale of a Toyota Certified vehicle is a complete package and the Toyota Certified Limited Warranty and 

Roadside Assistance are part of the purchase price of the vehicle. There can never be a separately stated charge for 

these items to the consumer.

5



Limited Warranty

Warranty Period

• The Toyota Certified Limited Powertrain Warranty is 7 years/100,000 miles, which

expires 7 years after the Certified Vehicle Purchase Date, or when the odometer

reaches 100,000 miles, whichever comes first. Also, included is 12 months/

12,000 miles of Platinum coverage from the vehicle purchase date and the

current odometer reading.

Limited Warranty Coverage

• The TCUV Limited Warranty is a Limited Powertrain Warranty. See the Certified

Limited Warranty, form TC06, for complete coverage information. The Toyota

Certified Limited Warranty is included in the purchase price of the vehicle and cannot

be sold separately or as an aftermarket product.

Area of Coverage

• The TCUV Limited Warranty is serviceable at over 1,400 Toyota dealers in the

continental U.S., Alaska, Hawaii, and Canada.

When to Apply the TCUV Limited Warranty

• The TCUV Limited Warranty is secondary to any remaining factory new car

warranty on the vehicle. The factory warranty is always the primary warranty

for warrantable repairs.

Warranty Deductible

• There is no deductible charge to the customer for each TCUV Limited Warranty

repair visit. The visit may have two or more warrantable repairs; however, the charge

is $0 per visit. If the same Covered Part previously repaired under this TCUV Limited

Warranty fails again, the deductible will be waived.
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Limited Warranty

Warranty Transfer

• The Toyota Certified Limited Warranty is transferable to the subsequent owner at no

charge.

• In the event a previously retailed TCUV is acquired by a Toyota dealer, and if the

vehicle still meets the eligibility parameters for Certification, the dealer can sell the

vehicle as a TCUV; however, the vehicle must be re-Certified following all

mechanical and appearance standards.

Travel Breakdown Protection

• Travel Breakdown Protection will be provided to the customer for the duration of the

TCUV Warranty. In the event of a mechanical breakdown of a covered part,

reimbursement for food and lodging will commence the day after the claim is

reported, provided the customer is in excess of 100 miles from their home.

Reimbursement shall be limited to $100 per calendar day and $500 per occurrence.

This is limited to downtime repairs and ends at the time of repair completion.

Towing

• Towing to the nearest Toyota dealership or authorized repair facility will be covered

if the TCUV becomes disabled due to a covered mechanical breakdown.

Alternate Transportation Coverage

• If a TCUV is undergoing a repair covered by the TCUV Limited Warranty, the

customer is entitled to reimbursement for alternate transportation expenses up to

$50 per day for up to five (5) days per occurrence. Includes reimbursement for

public transportation, rental car services or ridesharing services using a legal

business entity. Valid transportation receipts will be required for reimbursement. The

deductible does not apply to this benefit.
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Roadside Assistance

Roadside Assistance

• Roadside Assistance is a part of the TCUV Limited Warranty.

• The coverage is 7 year from the purchase date, unlimited miles.

• Roadside coverage is provided 24 hours a day, 365 days a year – throughout

the continental United States, Hawaii, and Canada. Coverage is not extended

to Mexico.

• The Toyota Certified Limited Warranty contract will serve as the customer’s

registration into this program. It is important that a warranty contract is produced and

submitted to FWS for each eligible vehicle sold, regardless of whether an upsell to a

mechanical service contract might have occurred, or if the vehicle still falls under the

original factory warranty coverage.

Roadside Assistance Services

Customer Sign and Drive

In the event a customer needs to use one of the services available to them under Roadside 

Assistance, they are eligible for “sign and drive” coverage. The customer simply needs to 

sign the billing invoice and then drive away. 

Toll-Free Number

For all Roadside Assistance services, the toll-free number is (800) 451-5665.

Flat Tire

Service personnel will change the customer’s flat tire and replace it with the customer’s 

properly inflated spare tire. This service does not include the cost of a replacement tire or the 

repair of the customer’s flat tire.

Jump Start

Service personnel will attempt to jump start the customer’s vehicle. This service does not 

include a replacement battery or “push starting” a vehicle.
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Roadside Assistance

Roadside Assistance Services (cont’d.)

Lock Out

In the event the customer experiences a situation where they lock their keys in their vehicle, 

lose their keys, or experience any other condition that may render them unable to unlock their 

vehicle, this service provides for the unlocking of their vehicle. Making new keys or starting 

the vehicle is not included in this service.

Towing

In the event the customer experiences a situation where their vehicle should cease operating 

and requires towing, this service provides for a tow to the nearest Toyota dealer or authorized 

repair facility.

Out of Gasoline

In the event the customer’s vehicle ceases to run because of lack of fuel, this service will 

provide up to three (3) gallons of gas.

Temporary Membership Card

At the time of delivery, the Certified customer should be given their Toyota Certified Folio. 

Inside the folio will be their temporary Roadside Assistance membership card. They will 

receive their permanent membership card in three to four weeks. 
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Proper placement of merchandising materials will enhance the appearance of the vehicles, the 

product knowledge of the salespeople, and the customer’s trust in the pedigree of the vehicle. 

To maintain the appearance of the lot and the vehicles, the stickers must stay on the vehicle 

until sold. Therefore, ensure the window is clean and that the adhesive sticks to the window on 

the entire perimeter of the sticker.

There are two categories of placement -- 4-door vehicles and 2-door vehicles -- and five items 

that need to be displayed on or in the vehicle:

• 160 point inspection display (Side Sticker)

• Window sticker with equipment listing

• Customer Folio & Warranty Supplement Booklet

• License Plate (depending on state laws)

• Decals

4-Door Models

Driver’s side, rear passenger window:

• Window sticker closest to B pillar

• 160 point inspection display to its right, closest to C pillar

Interior of Vehicle:

• Customer Folio & Warranty Supplement Booklet

2-Door Models

Driver’s side window:

• Window sticker closest to A pillar

• 160 point inspection display to its right, giving the appearance of one large sticker

Interior of Vehicle:

• Customer Folio & Warranty Supplement Booklet

Merchandising 

Materials
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Merchandising 

Materials

Customer Folio & Warranty Supplement Booklet

(Includes Roadside Assistance Card)

Dimensions: Folio 9” x 6”; Warranty Supplement Booklet 8 ½” x 5 ½”

C/S# 11508

Roadside Assistance 

Card

Dimensions 3 3/8” x 2 1/8”

POINT OF PURCHASE

 
11



Merchandising 

Materials

Toyota Certified Window 

Sticker

Dimensions: 8.5” x 11”

C/S# 11393

POINT OF PURCHASE
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Merchandising 

Materials

License Plate

Dimensions: 12” x 6”
C/S# 11509

POINT OF PURCHASE

Window Eyebrow

Dimensions: 25” x 6”

C/S# 11399

Window Decal

Dimensions: 1” x 3”
C/S# 11394
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Merchandising 

Materials

POINT OF PURCHASE

Side Sticker

Dimensions: 6” x 11”

C/S # 3093
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Merchandising 

Materials

Magnets

Dimensions:  9 1/4” x 14”
C/S # 11504

POINT OF PURCHASE
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Merchandising 

Materials

SALESPERSON GUIDES

Pocket Guide for Used Vehicle Salesperson

Dimensions: 3” x 5”
C/S# 11396
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Merchandising 

Materials

ADDITIONAL MATERIALS AVAILABLE:

•Toyota Certified Wind Feather CS 11505

•Toyota Certified 160 Point Inspection Sheet CS 3098

•Toyota Certified Sales Associate Button CS 11507

TO ORDER SUPPLIES, PLEASE CALL:

1-888-562-3676
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Carfax®

WHAT IS CARFAX?

• Carfax® is a vehicle history service

that provides dealers access to the

nation's largest database of vehicle

history information that can be used

to uncover hidden problems in their

inventory.

• Carfax® has over 3 billion vehicle records in their database.

• Carfax® Vehicle History Reports (VHR’s) are available at no charge on all Toyota

Certified vehicles.

• Carfax® VHR’s pinpoint problems hidden in a vehicle's past and protects the

dealership against costly buy-backs. This helps ensure accurate appraisals on trade-

ins as well as provide reports that are effective deal-closers.

• Carfax® provides a report of any title-related problems such as salvage, rebuilt, flood

damaged, damage disclosure, manufacturer buy-back, roll overs or unreliable

odometer.

• Toyota Certified dealers can run one Carfax® Vehicle History Report for each Toyota

Certified vehicle.
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Window Label 
Software

LAUNCH THE WINDOW STICKER APPLICATION

In order to operate the new web-based Toyota Certified Window Sticker Application, the 

system onto which you are using the application should meet the following minimum 

guidelines:

• We recommend that the system have and use the most current version of

Internet Explorer.

• The software requires the latest version of Adobe Reader, which can easily

be downloaded for free from www.adobe.com.

• The system should be set up to always allow Pop-Ups.

• Add VehicleDetails.com as a Trusted Site in your Internet Security Settings.

Note:  In order to use the new web-based Toyota Certified Window Sticker Application, the 

dealership computer must have internet access.  

LOG-IN TO THE APPLICATION
1. Go to www.VehicleDetails.com

2. Enter the log-in and password provided. If you have not received your username

& password, please contact the Vehicle Details Technical Support Team at

262.240.9652

3. The first item you see will be the software license agreement. Click on “Accept” to

proceed.

Toyota Certified Window Sticker 

Technical Support is available from 

9:00 AM to 4:00 PM Central Time, 

Monday through Friday. 

This service is free of charge to all 

Toyota Certified Dealers.

Technical Support Team 

262-240-9652
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Window Label 
Software

SETTING UP THE APPLICATION

Most of the Dealer Information section of the program will be set up for you. Visit each tab on

the dealer setup screen to ensure that the application is configured properly. There are key

pieces of information that you will need to complete. If any of your Dealership Information is

listed incorrectly, please use the button provided to Request Address Change.

The QR Code Feature will be enabled for all Dealers. This means that for every Certified

Vehicle saved to inventory, you can print the QR Code on the Monroney-Like Window

Sticker. If you choose to opt-out of using the QR Code Feature, please contact

VehicleDetails.com Technical Support at (262) 240-9652 and the feature will be removed

from your account.

Visit the Report Options Tab

To set up Account Options

Click on DEALER SETUP to

add important information: 

1.Add Contact Name

2.Add Email Address – All

Vehicle Inquiries generated from

the QR Codes will be sent to the

email address you have saved

to VehicleDetails.com.

3.Add Website – Add your

Dealership Website here to

appear on QR Code-generated

Vehicle Listing URL.
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Window Label 
Software

ADD YOUR CERTIFIED VEHICLE TO INVENTORY

At the main menu, select ADD VEHICLE. VIN, Stock # and Odometer will be required to add 

your Certified Vehicle.  

1. Enter VIN and Odometer, then click DECODE. The system will decode the VIN.

You may get one or more possible vehicles to select from. If it gives you more

than one choice, choose the correct vehicle and click Continue to go to the

Vehicle Build screen.

2. In the VEHICLE BUILD screen, enter Color, Stock Number, Price and Internet

Price. *Internet Price will be used for the QR-Code generated Vehicle Listing URL

3. Use the tabs on the BUILD VEHICLE SCREEN to edit equipment, specifications,

add notes, attach photos and more.

4. Obtain CARFAX Vehicle History Report by clicking the button provided.

5. Click SAVE to save all your vehicle information. You can return to the Vehicle

Build Screen to add Photos. See the next section for adding photos to your

Certified Vehicle.

VIN Decode

Vehicle Build
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Window Label 
Software

ADD PHOTOS TO YOUR CERTIFIED VEHICLE TO INVENTORY

To add photos to your Certified Vehicle, click EDIT next to the vehicle in the Inventory 

screen.  

1. In the Vehicle Build screen, click the Photos Tab at the top

2. Click the Add Button, the Photo Tool will be a pop-up window. If you do not have Flash

installed on your computer, you may be prompted to install the Flash Component in order to

use our Photo Tool. Please follow the on-screen prompts to install or update the Flash

Component. If the tool is already installed, you can continue with adding photos.

3. Click the Add More Files Button in the Photo Tool Window. A browser window will pop-up.

4. Browse to your Photos Location on your computer and select the photo that you would like to

add to your certified vehicle. You may select multiple photos at one time. For best results,

select only 10 Photos at one time to Upload. You can add more photos at any time.

5. Individual Photo Size should not exceed 3.5 MB.

6. Click Upload to Continue. Wait for the upload to complete. Your uploaded images will appear

in the Photos Tab of the Vehicle Build Screen after the upload is complete.

7. After your photos have been added to your Certified Vehicle, click the SAVE button at the top

to save this vehicle to your inventory.

Add Photos
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Window Label 
Software

VIEW THE QR CODE-GENERATED VEHICLE LISTING URL

For each vehicle, you can Preview the QR Code Image and the QR Code-Generated Vehicle Listing 

URL.  

From the INVENTORY Screen:

1. Click Edit next to the vehicle you would like to PREVIEW.

2. Click the QRC Setup Tab at the top of the Vehicle Build Screen.

3. To Preview the QR Code-Generated Vehicle Listing URL, click the PREVIEW PAGE Button

4. To Preview the QR Code itself, click the SHOW QR CODE Button

For each button clicked, a pop-up window will appear to show you the requested image.  Please 

continue to the next page to see examples of each. 
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Window Label 
Software

TOYOTA CERTIFIED VEHICLE LISTING PAGE EXAMPLE

Left: QR Code-Generated Vehicle 

Listing URL

Below: QR Code Image

From your mobile device, download 

a QR Code Scanner Application. 

There are several free applications 

available.  

Scan the QR Code above to view 

the full Vehicle Listing URL. 

Example of the QR Code-Generated Vehicle Listing URL and the QR Code Image
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Window Label 
Software

SAVE THE QR CODE IMAGE TO USE FOR ADVERTISING

You can easily save the QR Code Image for any vehicle and use it for Newspaper Ads or 

other means of Advertising. Follow these simple instructions to save the QR Code Image: 

From the INVENTORY SCREEN: 

1. Click EDIT next to the vehicle you would like to PREVIEW.

2. In the Info Tab, click into the VIN Field and highlight the VIN. On your keyboard, hit the

Control (CTRL) key and the Letter C to copy the VIN to your clipboard.

3. Click the QRC Setup Tab at the top of the Vehicle Build Screen.

4. Click the SHOW QR CODE Button. A pop-up window will appear with the requested image.

5. With your mouse pointed ON the image itself, click using your RIGHT mouse button and

select “SAVE PICTURE AS”
6. At this point, you are saving the QR Code Image as a JPEG to your computer. You will

choose the folder location in the window that appears.

7. When asked to give the image a File Name, simply paste the VIN that’s saved to your

clipboard by using Control (CTRL) and the Letter V on your keyboard.

The QR Code image is now saved to your computer’s hard drive in the folder that you selected 

and from this point can be given to your Marketing Department to use when placing Newspaper 

Ads.  
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Window Label 
Software

SETUP PRINT ALIGNMENT FOR YOUR CERTIFIED WINDOW STICKERS

The window sticker alignment will be already set up for you. It is still recommended that you

test out the Sticker Print-Out on blank paper before printing on Sticker Stock. Follow these

simple instructions to adjust the printing position of each field on the window sticker:

1. Select Sticker Alignment at the main menu.

2. Select the field needed from the list of items that print on the sticker

3. Make your changes to the Vertical or Horizontal Position

• To move the image DOWN, increase the Vertical Position.

• To move the image UP, decrease the Vertical Position.

• To move the image to the RIGHT, increase the Horizontal Position.

• To move the image to the LEFT, decrease the Horizontal Position.

4. When finished click SAVE LAYOUT in the top left corner.

Return to the Inventory screen

1. Select any vehicle by clicking the check box in the left column

2. Click Print Stickers at the top of the Inventory screen

3. A pop-up window will appear with the PDF of the Vehicle Window Sticker.

4. Use the Print Icon in the PDF to print the window sticker on blank paper

Once the alignment is set, you can begin printing on your 

Certified Window Sticker Stock. 
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Window Label 
Software

CERTIFIED INVENTORY MANAGEMENT
From the Main Menu Buttons on the left, Select INVENTORY

EDIT CERTIFIED VEHICLES: 

1. To EDIT a vehicle, find your vehicle and click the EDIT button at the right.

2. In the VEHICLE BUILD SCREEN, edit the appropriate fields.

3. To reprint the sticker when you are finished – click SAVE/PRINT

4. If you do not need to reprint – just click SAVE to keep your changes

PRINT WINDOW STICKERS: 

1. Select the vehicle(s) that you wish to print a Window Sticker by clicking the check

box to the left of the vehicle.

2. Click the PRINT STICKERS button at the top

DELETE SOLD VEHICLES: 

You cannot undo this action once you have clicked DELETE. 

1. Click the check box to the left of the vehicle(s) you want to delete

2. Click the DELETE SELECTED button at the bottom of the screen, if you have

multiple vehicles selected.

3. Click DELETE to the RIGHT of the vehicle if you only have one vehicle selected.

Inventory Management
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Window Label 
Software

TOYOTA CERTIFIED PRINTED WINDOW STICKER EXAMPLE
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Vehicle Preparation

After the software has been loaded and the inventory has been entered, it is time to

produce the window stickers. At this point, we need to train the lot personnel who will be

responsible for maintaining the appearance of the inventory to ensure that the Toyota

Certified vehicles are properly merchandised and displayed.

Even though merchandising seems to be a small part of the picture, it is possibly the

most important part of the entire program. It is the first thing the customer will see, and

it will set the stage for all the sales training that has been done. It will be difficult for the

salespeople to do a walk-around if the stickers are not properly displayed and if the

vehicle’s appearance isn't up to the Toyota Certified standards. It will also be hard to

show the customer the difference in vehicles while trying to justify price.

If a salesperson attempts to show a Certified Vehicle to a customer, and discovers

during their sales presentation that the equipment doesn‘t work, the interior is dirty, or it

won’t start, any credibility you once had is now undermined. The salesperson must be

able to maintain the confidence in the product and in the vehicle. The lot person will be

your first line of defense to ensure this will not happen.

Try to get the lot person to look at the certified inventory in a fresh new way. Depending

on the job responsibilities that have been assigned to the lot person, here are some of

the areas in which they will need to be trained:

IMPORTANT!

Make sure that a back-up person is trained to handle the Toyota Certified duties 

assigned to the lot person.

• First, take the lot person to a vehicle intended for the certification program. Let them

inspect the vehicle with you and point out to you some of the things that they can see

need to be corrected. Be sure to have them do a thorough inspection, including the

engine compartment and trunk.
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Vehicle Preparation

Under the hood

• Ensure that the engine appears clean and oil-free

• Windshield washer bottle is filled and in proper working order

• All caps are on tightly

• Battery terminals are clean and tight

In the trunk

• Raise up the flooring and inspect the spare tire compartment

• Make sure the spare tire is clean, free of dirt, and properly inflated

• Make sure the jack and all tools are clean and free of dirt and in proper working

order and properly attached in the compartment

• Make sure that the trunk covering is clean and dirt free and replaced correctly in the

trunk compartment

Interior

• Make sure that all of the equipment is accounted for and in working order

• All charging ports should be in working conditions

• Check under and beside the seats and console to make sure that they are clean

and free of dirt

• Pay attention to the condition of the carpets and cloth/leather seats, and make sure

that they have been cleaned and all spots removed

Exterior

• Make sure that each vehicle is rinsed off at least once per week and that the

interior remains free from dirt. This is especially important after the vehicles have

been test-driven.

• Make sure that the window stickers are displayed properly and have a good, clean

appearance. If they find a vehicle where the stickers have been torn or are in a

faded condition, they need to ask the person in charge of producing the stickers to

produce another one for that vehicle. Remove the torn or faded sticker and replace

with the fresh one they have had produced.
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Vehicle Preparation

Display

• The Toyota Certified vehicles should be displayed together in one designated area.

There should not be any “non-certified" vehicles included in the mix. This will enable

the salesperson to properly show the Certified inventory to the customer.

• Certified vehicles should be on the front row, next to the main thoroughfare, for the best

impact and display. The customer will be able to see the merchandising materials even

as they drive by and may be enticed to investigate what the differences are.

• The inventory should be washed and freshened up at least once per week. Depending

on the weather and the number of demonstration drives, this may need to be done

even more frequently. Keep in mind that these vehicles should maintain the highest

standards in appearance for both the interior and exterior.
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Vehicle Eligibility

Vehicle Eligibility

• All Toyota and Scion models.

• All sources: trades, off-lease, purchase, rental “TRAC”.

• Under 85,000 miles.

• Current model year and six (6) years back. The current model will be effective on

January 1st of each year. The previous five years will then move up one year. For

example, the 2020 model year is effective January 1, 2019. The oldest eligible

vehicle would be a 2014.

• Vehicles must have been originally distributed by and sold by a Toyota Dealer

located in the continental United States, Alaska, and Hawaii.

• No excessive repaired or unrepaired body damage (any evidence that three [3] or

more outer body panels have been repaired and/or repainted; see Mechanical

Standards and Process Notes).

• Vehicles must not have any evidence of airbag deployment.

• Vehicles cannot possess a branded title which contains any of the following

designations:

• Salvage

• Rebuilt

• Dismantled

• Junk

• Flood

• Reconstructed

• Mileage unknown

• Water-damaged

NOTE: Please use the Carfax® Vehicle History Reports to check vehicle history. These 

reports are at no charge to dealers enrolled in the Toyota Certified program.
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Vehicle Eligibility

• Not eligible are factory repurchase vehicles (buybacks), lemon law vehicles, and

vehicles which have been damaged by natural disasters (e.g., flood, earthquake,

hail damage) and repaired (may or may not be branded titles).

• Vehicles cannot have any body, chassis, or powertrain modifications, including, but

not limited to:

• Lowered suspension

• Special flarings

• Ground effects

• Roof modifications or conversions other than quality sun and moon

roof installations

• Powertrain component modifications (Toyota Racing Development

modifications are acceptable)

• Altered 4WD and oversize tires and rims.  (Tires and wheels must be

the same size and load rating as OEM. TRD modifications are

acceptable.)

• If the vehicle fails to meet the spirit and intent of the TCUV Program, do not certify.

If in doubt as to eligibility, do not certify.

• The vehicle must pass the Toyota Certified Used Vehicle 160-point mechanical

inspection performed by a Toyota-trained technician and must meet all detailing

and appearance repair standards contained in this manual.

• Vehicles that have or have had frame or unibody damage, or any sign of structural

repairs, are not eligible for certification. Structural components include, but are not

limited to, the major load-bearing and/or passenger-protecting structural

components in the vehicle.

• For more detailed information on vehicle eligibility, appearance, and mechanical

standards, please consult the Inspection Process Sheet.

Vehicle Eligibility (cont’d.)
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Inspection Guidelines

The Toyota Certified inspection process can be broken up into two different categories:

• What you are required to inspect

• What Toyota strongly recommends

Listed below are the items that need to be inspected in each category. 

REQUIRED INSPECTION: 160 – Point Quality Assurance Inspection Checks, 

including but not limited to:  

• All mechanical components and systems listed on the Toyota inspection process

sheet must be operational.

• Any abnormal noises must be corrected.

• Any indication of engine sludge or gelling disqualifies the vehicle for certification.

• A road test must be performed to ensure there are no drivability problems.

• Tires must have even wear and at least 5/32” tread depth remaining.

• Brakes must have at least 50% lining remaining.

• After the inspection process is complete and the vehicle has passed, the Service

Department should place the Toyota Certified decal in the bottom left hand side

of the front windshield, to acknowledge that the process is complete.

• The vehicle must have the interior and exterior detailed.

• Any leaks should be corrected.

• The paint surface should be free of swirl marks.

• Light scratches not through the clear coat should be removed during the buffing

process.

• Wheels should be clean and free of brake dust.
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Inspection Guidelines

REQUIRED INSPECTION (cont’d)

• Tires should be clean and dressed. Be careful not to have excessive dressing on tires, this

will stain the paint of the vehicle if too heavy.

• Engine compartment should be thoroughly cleaned.

• Trunk, including storage compartments, should be clean and free of debris with no

evidence of stains.

• Spare tire should be present and clean, but not dressed. Spare tire compartment should

be clean and all tools clean, properly stored and in proper working order.

• Interior seats, carpets, floor mats, glove box, console and package tray should be free of

debris.

• Seats, carpets, floor mats and headliner should be free of all stains.

• Crevices around the dash, glove box, console and between the seats should be clean and

free of any debris.

• Dash and vents should be thoroughly cleaned.

• Ashtrays and lighters should be thoroughly cleaned.

• All doorjambs clean.

• Interior should have a neutral smell, free of all odors including heavy “perfume” smells

that are used to mask odors.

• Interior glass should be clean with no evidence of hazing or streaks.

• Any unnecessary decals should be removed from the windows.

RECOMMENDED INSPECTION:

• Full tank of gas.
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Inspection Guidelines

SAMPLE INSPECTION PROCESS SHEET
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Presenting the 

Certified Vehicle

WHEN TO PRESENT CERTIFIED TO THE CUSTOMER

To ensure the program is viewed by the customer as a value and a benefit, it needs to be presented 

to them in the BEGINNING of the sales presentation.

This program provides a marketing edge for the Dealership that uses it to its fullest potential. The

Toyota Certified Program separates them from the other dealers in their marketplace. If the program

isn't presented to the customer in the beginning, then the edge is minimized.

Over 50% of customers that salespeople talk to on the lot never make it inside the doors of the

dealership for further negotiation. If they haven't been informed about the Toyota Certified program

and its benefits, the sales momentum is lost. At this point, the dealership is just like the others. Why

should the customer return, other than to get a lower price? By giving a lower price, you de-value

the vehicles on your lot.

The Toyota Certified program is designed to:

• Increase sales and improve profits by building value in the vehicle

• Justify a higher price for the vehicle

• Enable the salesperson to sell value, rather than price

If presented properly, Toyota Certified will accomplish both of these goals.

PRESENTATION

After the salesperson has finished their “meet and greet”, and they have selected a vehicle from

inventory, it is time to present the vehicle to the customer through a walk around.

Since the Toyota Certified Vehicle has been merchandised and the stickers are now on the vehicle

(which alert the customer to the fact this is a Toyota Certified Vehicle), the salesperson begins their

presentation.

As the salesperson walks the customer around the vehicle -- starting in the front and working around

to the driver's side -- they will point out the features of the vehicle using the window sticker. The

window sticker has been designed to help prompt the salesperson to explain the added benefits that

the customer will receive with their purchase of a Toyota Certified Vehicle.

Starting at the top, the window sticker will reinforce the year, make and model of the vehicle. As the

salesperson proceeds down the left side, they will be able to tell the customer about the engine size

and transmission type. The salesperson will also be able to tell the customer the mileage on the

vehicle.
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Presenting the 

Certified Vehicle

SAMPLE WINDOW STICKER
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Presenting the 

Certified Vehicle

PRESENTATION (cont’d.)

Next, is the first in a series of prompts to remind the salesperson what to cover on the Toyota

Certified Vehicle. The 160-point inspection is the starting point to build value in the vehicle for the

customer. “Let me tell you what this vehicle had to go through to become a Toyota Certified Vehicle.

We are very particular about the vehicles that we display and sell to our customers and friends. They

all must go through, and pass, a 160-point inspection in order to be considered for the Toyota

Certified program.” Directly beside the window sticker will be a label, which lists these items for the

customer.

The next prompt on the window sticker indicates the duration of the warranty. "All of our Toyota

Certified vehicles automatically come with a 7 year / 100,000 mile LIMITED warranty.” Again you are

reinforcing how special this vehicle is, without talking about price.

The third prompt is planting the seed for the service contract upsell in the Finance Office. “Because

this is a Toyota Certified vehicle and has passed our inspection, it qualifies for an extended service

agreement of up to 125,000 miles. Please be sure to ask our Business Manager about it". That is all

we want the salesperson to say on this matter. Just plant the seed and go on.

Next, you are going to reinforce the customer's decision on their choice of this vehicle by pointing out

all the positive things that have been said about the vehicle. This discussion comes right after you

mention extended service contracts. Now you are able to point out what the original EPA rating on

this vehicle was when it was new.

The fourth prompt on the window sticker is Carfax®. You need to explain to the customer that the

dealership has used the Carfax® service to make sure that the vehicle has a clean vehicle history.

This is just one more reason why the customer can purchase a problem-free vehicle from this dealer.

Coming down the right side of the sticker, you now can point out to the customer what the list of

equipment is on the vehicle. This lists the original standard equipment that was on the vehicle at the

time of production, and in addition, describes any optional equipment considered to be a strong

selling point. Things such as leather interior, CD player, and power sunroof are just a few of the

additional items you can highlight to the customer. Another item that can be added to the list of

equipment is the original factory warranty, if it is still in effect.
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Presenting the 

Certified Vehicle

SAMPLE 160-POINT INSPECTION LABEL (SIDE STICKER)
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Presenting the 

Certified Vehicle

SAMPLE LIMITED WARRANTY FORM
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Reporting Procedures

Every eligible vehicle that is sold retail, is required to have a Toyota Certified Limited Warranty 

contract produced.

The Toyota Certified Limited Warranty contract is also the activation form used for the Roadside 

Assistance Program. Until the contract is reported to FWS, the customer will not be eligible for 

Roadside Assistance or any other benefit from the Toyota Certified program.

REPORTING THE CERTIFIED CONTRACT

• As the retail customer is being contracted in the Finance Office, the Toyota Certified Limited

Warranty Contract must be produced. The last page of the Limited Warranty Contract goes

to the customer. This part should be folded and placed inside of the Certified Folio before

being given to the customer.

• The sale of the Toyota Certified Vehicle must be reported through SET Dealer Daily. If the

vehicle sale is reported through Dealer Daily prior to reporting the warranty contract (TC06),

the warranty contract will automatically be reported to FWS. The top copy of the warranty

will still need to be forwarded to FWS and any extended service contract will need to be

reported to via JM&A Connect and forwarded to FWS.

• The Toyota Certified Limited Warranty contract can be reported through Dealer Source.

• The top copy of the Toyota Certified Limited Warranty contract is to be sent to Fidelity

Warranty Services (FWS) at:

Fidelity Warranty Services

P.O. Box 8567

Deerfield Beach, FL 33443

• It is recommended that these be mailed to FWS on Friday of each week to ensure there are

no customer satisfaction issues, and the dealership receives all credits due to them.

• It is also recommended that the accounting office maintain a log of the contract numbers

that are in each mailing, in case of any unforeseen occurrences or lost mailings.
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For Toyota Certified Software Technical Support - (262) 240-9652

9:00 AM to 4:00 PM Central time, Monday through Friday

Claims on Certified warranties - (800) 327-5172

Warranty forms or Toyota Certified marketing material - (888) JMA-FORMS

Billing questions - (800) 443-9841 and press 6

SET Contacts:

Sue Swanson – Dealer Support Supervisor

Sue.swanson@setoyota.com

954-429-2626

Christina Gerrish - TCUV / TRAC Regional Manager 
Districts 1 - 6
Christina.gerrish@setoyota.com

954-292.5852

Michael K. Dean – TCUV / TRAC Regional Manager 

Districts 7 – 12

Michael.dean@setoyota.com

561-758-0562

Contacts
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Notes / Updates / 

Miscellaneous
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